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The Expectation and Satisfaction of Customers of Low Cost Airlines
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Abstract

The purpose of this research was to study the level of customer expectation and satisfaction
of Low cost Airlines, and to compare expectation and satisfaction of Low cost Airline’s customers

by personal factors. This research was quantitative research. The data was collected by question-
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naire from 400 customers on a Low cost Airline route between Hatyai-Bangkok. Data were analyzed
using a statistical package for social science research and evaluated by percentage, mean, stand-
ard deviation, t-test and one way ANOVA and using the IPA method. The results showed that
most respondents were female, aged between 25-34 years, and with a bachelor degree. Moreover,
the majority were government officers with an average monthly income of 15,001-20,000 baht. It
was found that the customer had a very high level of overall expectation and the highest level of
overall satisfaction. All of the expectations and satisfactions were Quadrant 2. The comparison of
expectation and satisfaction towards overall service found that customers who were different in
average monthly income had overall differences in their expectation and satisfaction at level of
significance .05. Customer of different in sexes, ages, and occupation were overall not statisti-
cally different in their expectation. And customer of different sexes, ages, and education level were

overall not statistically different in their satisfaction.
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